ARIZONA STATE VETERINARY MEDICAL EXAMINING BOARD 
1740 W. ADAMS ST., SUITE 4600, PHOENIX, ARIZONA 85007 
PHONE (602) 364-1PET (1738) FAX (602) 364-1039 
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COMPLAINT INVESTIGATION FORM 


If there is an issue with more than one veterinarian please file a 
separate Complaint Investigation Form for each veterinarian 


PLEASE PRINT OR TYPE 


- FORIOFFICEUSEONLY = ——i—~«*é 


| Date Received: WAN 


A. THIS COMPLAINT IS FILED AGAINST THE FOLLOWING: 
Name of Veterinarian/CvT; Dr. Melvin Paquin 
Premise Name: Animal Medical Center Of Surprise 


Premise Address: 13833 W. Bell Rd. #101 


City; Surprise State: AZ Zip Code; 85374 


Telephone: 623-295-1811 


B. INFORMATION REGARDING THE INDIVIDUAL FILING COMPLAINT*: 
Name: Adriyanna Navarrette 
Address: 
City: State: Zip Code: = 


Home Telephone: Cell Telephone: 4425 


*STATE LAW REQUIRES WE HAVE TO DISCLOSE YOUR NAME UNLESS WE CAN SHOW THAT DISCLOSURE WILL 
RESULT IN SUBSTANTIAL HARM TO YOU, SOMEONE ELSE OR THE PUBLIC PER A.R.S. § 41-1010. IF YOU HAVE 
REASON TO BELIEVE THAT SUBSTANTIAL HARM WILL RESULT IN DISCLOSURE OF YOUR NAME PLEASE PROVIDE 
COPIES OF RESTRAINING ORDERS OR OTHER DOCUMENTATION. 


C. PATIENT INFORMATION (1): 


Name: Pretty Navarrette 


Breed/Species; German Shepherd 


Age: 3.5 yrs Sex: Female Color: Black & Gold 


PATIENT INFORMATION (2): 
Name: 


Breed/Species: 
Age: Sex: Color: 


D. VETERINARIANS WHO HAVE PROVIDED CARE TO THIS PET FOR THIS ISSUE: 
Please provide the name, address and phone number for each veterinarian. 


Dr. Melvin Paquin 
13833 W. Bell Rd. #101 Surprise, AZ 85374 
623-295-1811 


E. WITNESS INFORMATION: 
- Please provide the name, address and phone number of each witness that has 


direct knowledge regarding this case. 
Melonee Duval mt 


Attestation of Person Requesting Investigation 


By signing this form, | declare that the information contained herein Is true 
and accurate to the best of my knowledge. Further, | authorize the release of 
any and all medical records or information necessary to complete the 


investigation of this case. 


Signature: 


Date: | a l 8 


F. ALLEGATIONS and/or CONCERNS: 
Please provide all information that you feel is relevant to the complaint. This 
portion must be either typewritten or clearly printed in ink. 


Regarding the Death Of My Loved companion. Hospital Policies, procedures and treatment from Staff.. | own a very 
healthy beautiful German shepherd she goes by pretty girl. She was a little over 3.5 years old, I'm here today to share 
my experience at Animal Medical Center of Surprise. It all started when pretty girl had came back in from going potty. 
We started noticing her legs giving out on her and the seizures started happening.| was speaking with a member of the 
AMC team, we were on our way with an emergency explaining exactly everything that wasgoing onwith pretty girl. We 
arrived, they had came out with a roller cart and my poor girl started seizing up again. | tried staying with my dog to 
keep her calm, but they separated her fron?me and would not let me stay with her to keep her calm and from seizing 
up. They couldnt give me an explanation why that was necessary. The Vets that had participated were Karen 
Schlachter, Carrie Carver, Megan Ellett and Garnet Gladwish. Three of the female vets had directed me and my 
mother into another room stating they needed a payment of 1000 dollars immediately and must be paid in cash or 
credit card. | was hysterical and completely not expecting this. | had offeredto write a check and they said no they can't 
take checks. Sol called my grandmother and she was willing to pay over the phone with her credit card and they said 
no, we aren't able to do that. Then | had contacted my friend who was on the way with money because they refused 
the payment | was offering. They were stating that they didn't do care credit or payment plans, the only options are 
cash or credit and paid in person. They instructed us to go elsewhere, meanwhile they haven't checked or treated my 
dog with anything. She was laying on the cart still with no help. They didn't show any concern since we didn't have 
cash or a creditcard in hand. They said they weren't going to do anything without a payment and my dog was still 
holding on and started going into another seizure. The AMC team did nothing but stand their watching me and my 
mother helplessly crying and beggingthem to please help our dog and they refused. They returned our beloved dog 
and moments later in our arms, she took her last breathe and passed away. The vets then had wrapped her ina 
blanket and placecher on the ground as my mother is hysterically crying holding my dog and ail these people had to 
say and were worried about was getting us out because they felt we were being too much because they had other 
clients.| was forcefully shoved away from the doors by the females listed above. One of them grabbed my arm and | 
demanded herto let go and | insisted to call the police because they were wrong. They had let me free and had my 
mother hostage with my dead dog inside stating she wasn't allowed to leave for whatever reason. They even locked 
the doors so she couldn't get out or anyone get in. My mother stated if they weren't going to release her she was going 
to call the police and nobody offered to help us move my dog into the vehicle so we can bring her to the cremation 
center. Before we had the chance to leave, they had forced my mother who was devastated to sign a paper that 
offered to cremate her for 90 dollars but they were to keep the ashes. They neglected and let her die in our arms and 
told us not to return or ever come back. Since they couldn't check what was going wrong with my dog, we still have no 
clue what had killed her. This had to been the most horrible thing I've experienced.It's unbelievable this was handled 
by trained professionals. This traumatized me and many others and now we no longer have beloved companion. | just 
needed to let somebody know that this wasn't a place no one should go to for help. | regret ever going to them to help 
my loved animal. All we got from this encounter was a life gone and the demand for money. | wish for no one to ever 
experience what I went through. No words can describe this empty filling that will never be filled because she is gone. 
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ANIMAL MEDICAL 


CENTER OF SURPRISE 


TO: Arizona State Veterinary Medical Examining Board 
FROM: Dr. Mel Paquin, Owner of AMC of Surprise 

RE: Complaint #19-33 

DATE: 11/05/2018 


On 10/16/2018, it was mentioned by Sherri Kohlmann (Client Service 
Coordinator) to the medical staff that a dog (Pretty Girl) had been 
seizing since approximately 7 or 7:30am per owner and that they were 
on their way to the Animal Medical Center of Surprise Hospital. 


On a side note, as a medical team with emergencies we divide the team 
into two segments. We will have 1-2 nurses go to the vehicle and assist 
owner’s/patients with getting the patient out of the vehicles, strap them 
in the gurney for safe transport and then transfer them to the treatment 
center for assessment/triage. The other part of the team will accompany 
owners to an exam room, typically a CSC = client service coordinator or 
office manager. The CSC’s will educate owner’s in the exam room that 
after the doctor/nurse triage their pets and once a pet is stabilized the 
doctor will come and discuss the diagnosis/prognosis etc with owner’s. 


In the interim the CSC’s ask for a signed treatment plan/estimate of 
proposed supportive care/therapies/diagnostics and a request of a 
$500.00 deposit. We try to put a generalized but somewhat customized 
emergency treatment plan/estimate based on the emergency call. The 
$500.00 deposit typically gives the medical team flexibility to initiate 
basic supportive care/therapies/diagnostics to then allow an owner to 
make more informed decisions if they are to pursue further 
therapies/diagnostics based on the initial assessment/findings. 
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When Pretty Girl(**Refer to Medical Record**) was initially triaged she 
may have just come out of a seizure and was in post-ictal phase and was 
hyper thermic. This entire thing got rapidly out of control in that as we 
were about to initiate any kind of therapies/diagnostics, I was 
instructed by Karen Schlachter(Office Manager and Ashley (Technician) 
that the owner’s in the exam room were swearing at them, they will not 
sign the emergency treatment plan , will not give a deposit and are now 
going to transfer Pretty Girl to another hospital, ie Surprise AH. 


With that information the staff was then preparing to take Pretty Girl 
out to the owner's car per owner’s request. 


We had two other clients in other exam rooms. Now that Pretty Girl 
was leaving the premises, I entered exam room #1 and spoke with one 
gal who earlier had a dog with a hypersensitivity reaction, I began to tell 
her that her pet did great all hives and facial edema was subsiding and 
discussed discharge instructions. At that time we heard the owner's of 
Pretty Girl in the lobby slamming doors and swearing at the staff. This 
lady in Exam #1 was visibly very shaken. I asked her not to leave the 
exam room at this time and for her safety & to remain in the exam room 
until told otherwise. 


When I left Exam room #1 and went back into the treatment area, 
Pretty Girl became acutely agonal in the Exam room #4 while the 
technicians were assisting in the O’s request to transfer Pretty Girl to 
another hospital and she passed away within 30-45 seconds of 
becoming agonal (**Refer to Medical Record*) 


During this time I am hearing doors slamming and continued verbal 
assault on the staff in Exam room #4 and the lobby. 


In Exam room #2, a very elder lady with her daughter had brought their 
very old and sick pet in for a peaceful euthanasia. I entered that exam 
room and continued to hear the verbal onslaught/swearing by 
Adriyanna in our lobby. Both of these people in Exam #2 were also very 
scared about their safety and I reassured them at that point that the 
police were called and on their way. I asked both of these individuals to 
also stay in the exam room for their safety. 
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To diffuse the situation the staff allowed Melonee to sit in Exam room 
#4 with the now the deceased Pretty Girl until the Surprise Police 
arrived. 


Per the instructions of the Surprise police and for the safety of the 
public who remained and the staff, the staff would not allow, Adriyanna 
back in the hospital. We simply locked the front door/back doors. 


I had never spoken to either owner for the simple fact that once we 
triaged and were about to initiate any therapies the owners declined to 
provide any consent for the exam/diagnostics/therapies (**Refer to the 
signed and declined treatment plan by Melonee Duval*) in our attempts 
to get their pet back to them and assist in transport she expired. 


It’s very difficult to replicate the feeling at the time this situation 
evolved. This situation escalated out of control immediately. 
At no time could the staff reason with either Adriyanna or Melonee. 


We stopped taking care of all other clients and patients to attend to 
Pretty Girl, Adriyanna and Melonee Duval. We are an AAHA hospital 
and strive very hard every day to provide the best care to the best of our 
abilities. We have had multiple staff meetings on how to prepare for 
emergency situations. The staff did what they were trained to do. 


For these owner’s to come to our hospital and immediately start to 
accost the staff both verbally and then later physically was truly 
extremely insulting and demoralizing. We were all scared as well as the 
public for all of our physical safety. 


They then continued their assault on our hospital thru social media 
recruiting friends of theirs that have never been to our hospital. 


We are embarrassed of what happened and expressed to the public who 
witnessed these behaviors of both Adriyanna and Melonee that we are 
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truly sorry of what they experienced at our hospital, but words still 
cannot provide enough comfort I’m sure to what these people 
experienced. 


We discussed this event as a team and how it made us feel. We all felt 
extremely demoralized to assist a pet and their owner’s and for all those 
efforts to be demeaned was very tough for some staff to hold their head 
up the remaining part of that day or even to return to work the next day. 


Luckily we have a great team w a very supportive culture. We have 
endured this situation and believe we are a better medical team because 
of it. 


We do ask to the best of everyone’s ability for complete anonymity in 
that Adriyanna had made verbal claims to endure further harm to 
staff and there is an existing no trespassing order in place with our 
hospital and potentially evolving restraining orders for particular 


staff. 


Regards, © 


Dr. Mel Paquin 


VICTORIA WHITMORE 
- EXECUTIVE DIRECTOR - 


DOUGLAS A. DUCEY 
- GOVERNOR - 


ARIZONA STATE VETERINARY MEDICAL EXAMINING BOARD 
1740 W. ADAMS STREET, STE. 4600, PHOENIX, ARIZONA 85007 
PHONE (602) 364-1-PET (1738) * FAX (602) 364-1039 
VETBOARD.AZ,GOV 


INVESTIGATIVE COMMITTEE REPORT 


TO: Arizona State Veterinary Medical Examining Board 


FROM: AM Investigative Committee: Robert Kritsberg, D.V.M. - Chair 
Christina Tran, D.V.M. 
Mary Williams - Absent 
Carolyn Ratajack 
Jarrod Butler, DVM 


STAFF PRESENT: Tracy A. Riendeau, CVT - Investigations 
Victoria Whitmore, Executive Director 
Michael Raine, Assistant Attorney General 


RE: Case: 19-33 
Complainanit(s): Adriyanna Navarrette 
Respondent(s): Melvin Paquin, D.V.M. (License: 3590) 


SUMMARY: APPLICABLE STATUTES AND RULES: 
Complaint Received at Board Office: 10/25/18 Laws as Amended August 2018 
Committee Discussion: 3/5/19 (Line Green}; Rules as Revised September 
Board IIR: 4/17/19 2013 (Yellow). 


On October 16, 2018, “Pretty Girl," a 3.5 year-old female German Shepherd was 
presented to Respondent's premise due to seizing. The dog was taken to the treatment room 
for evaluation while front office staff offered Complainant an emergency treatment 
plan/estimate and collected a deposit. 

A verbal confrontation arose; Complainant declined authorizing treatment and giving 
a deposit. Complainant elected to take the dog elsewhere. During this time, the dog 
passed away. 


Complainant was noticed and did not appear. 
Respondent was noticed and appeared telephonically. Attorney David Stoll appeared. 


The Committee reviewed medical records, testimony, and other documentation as described below: 
e Complainant(s) narrative: Adriyanna Navarrette 
e Respondent(s) narrative/medical record: Melvin Paquin, DVM 


19-33, MELVIN PAQUIN, DVM 


PROPOSED ‘FINDINGS of FACT’: 


1. On October 16, 2018, at approximately 10:30am, Respondent's front office staff received a 
call from Complainant that she would be bringing her dog in that had been seizing since 7 - 
7:30am. Respondent and technical staff was alerted that an emergency was coming in per 
hospital protocol. 


2. Office manager, Karen Schlachter, explained that typically on emergencies, technical staff 
retrieves the patient and as the pet is being triaged the front office staff discusses with the pet 
owner the need for their consent for a generalized emergency treatment plan and the required 
$500 deposit. This allows the doctor and technical staff the flexibility to initiate 
therapies/diagnostics. Once the pet is assessed and/or stabilized, the doctor can then discuss 
the pet’s condition with the pet owner. 


3. When Complainant arrived (with her mother and a male friend), two technical staff members 
went to the car with a gurney and transported the dog into the premise. Technical staff advised 
Complainant and her mother that they would take the dog into the treatment area for 
assessment. Complainant became upset, using profanity, asking why she was being separated 
from her dog. Staff explained that hospital policies and insurance liability issues prevented them 
from allowing pet owners into the treatment area. Complainant continued to yell and curse 
therefore the office manager and front office staff escorted Complainant and her mother to an 
exam room. 


4, Once Complainant and her mother were in the exam room, they were presented with an 
emergency consent form which required a $500 deposit. 


5. During this time, Technical Staff member, Ms. Gilbert, obtained the dog's history from the 
Complainant and her mother. It was reported that the dog was having episodes of facial 
twitching on and off, but no seizure activity. There were concerns with the neighbors and the 
dog was recently found eating meat from an unknown source. Upon exam, the dog had an 
approximate weight = 55 pounds, a temperature = 104.5 degrees, a heart rate = 90bpm anda 
respiration rate = 80rpm. The dog was not actively seizing on presentation. 


6. Complainant offered to pay with a check and was declined; staff advised that they do not 
accept checks but they do take credit card, scratch pay or Care Credit. Complainant began to 
yell, using profanities - staff asked her to calm down or law enforcement would be called. 
Complainant and her mother declined services and agreed fo transfer the dog to another 
premise. 


7. While this was occurring, the dog became acutely agonal and passed away. Complainant 
became extremely upset, yelling and threatening the staff as she left the premise 
(Complainant's mother remained in the exam room with the deceased dog). Staff contacted 
the police - police advised locking the premise doors until an officer could get there. 
Complainant had left and when Complainant's mother's ride arrived, staff helped carry the 
dog's remains out to the vehicle. 


8. The police arrived and took a report; no trespassing charges were filed. 
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19-33, MELVIN PAQUIN, DVM 


COMMITTEE DISCUSSION: 


The Committee discussed that based on the information provided and case file materials they 
did not feel there was a violation. 


COMMITTEE'S PROPOSED CONCLUSIONS of LAW: 
The Committee concluded that no violations of the Veterinary Practice Act occurred. 
COMMITTEE'S RECOMMENDED DISPOSITION: 
Motion: It was moved and seconded the Board: 
Dismiss this issue with no violation. 
Vote: The motion was approved with a vote of 4 to 0. 
The information contained in this report was obtained from the case file, which includes the 


complaint, the respondent's response, any consulting veterinarian or witness input, and any 
othe used fo gather information for the investigation. 


Tracy A. Riendeau, CVT 
Investigative Division 
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